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FAKULTAS EKONOMI DAN BISNIS ISLAM 




Hal  : Pengajuan Pengisian 
  Kuesioner Penelitian 
 
Kepada Yth, 
Bapak/ Ibu Pasien 




Sehubung dengan penelitian yang sedang saya lakukan untuk 
skripsi sebagai tugas akhir pada Program Sarjana (S1), saya: 
Nama   : Muhammad Rizal 
Perguruan tinggi : Universitas Islam Negeri Walisongo Semarang 
Fakultas/Jurusan : Ekonomi dan Bisnis Islam/Ekonomi Islam 
Judul skripsi  : Analisis pengaruh Pelayanan, Fasilitas, Harga 
serta Physical Evidence terhadap kepuasan 
pasien  dalam melakukan pengobatan di  RSI 
Sultan Agung  
 
mengharap dengat sangat kesediaan bantuan Bapak/ Ibu/ Saudara untuk 
mengisi kuesioner penelitian ini. Kuesioner ini tidak dimaksudkan untuk hal 
– hal lain selain penelitian skripsi. 
Demikian, atas kesediaan dan kerjasama Bapak/ Ibu/ Saudara 
dalam meluangkan waktu untuk mengisi kuesioner ini saya ucapkan terima 
kasih. 







Isi dan beri tanda “√” pada jawaban yang sesuai menurut Bapak/ 
Ibu/ Saudara. 
1. Nama   :    (boleh tidak 
diisi) 
2. Usia    :     
3. Agama   :     
4. Ho.Hp   :     
5. Jenis Kelamin  : □ Laki-laki □ Perempuan 
6.  Pendidikan   : □ SD   □ SMP  □ 
SMA 
  □ Diploma  □ S1   □ S2 
  □ S3 
7. Pendapatan  : □ ≤ Rp. 500.000 
  □ Rp 500.000 – Rp 1.000.000 
  □ Rp 1.000.000 – Rp 1.500.000 
  □ Rp 1.500.000 – Rp 2.000.000 
  □ ≥ Rp 2.000.000 
8. Pekerjaan   : □ Pegawai Negeri Sipil 
  □ Pegawai Swasta 
  □ Wiraswasta 
  □ Pelajar/ Mahasiswa 





Jawaban atas pertanyaan atau pernyataan berikut dapat 
digunakan untuk menjelaskan“ analisis pengaruh Analisis pengaruh 
Pelayanan, Fasilitas, Harga serta Physical Evidence terhadap kepuasan 
pasien  dalam melakukan pengobatan di  RSI Sultan Agung “. Anda 
dapat menyatakan pendapat dengan memberikan tanda (X) pada salah 
satu jawaban yang tersedia dengan pilihan jawaban sebagai berikut : 
Tidak Setuju (TS)  Nilai 1 
Kurang Setuju (KS)   Nilai 2 
Setuju (S)    Nilai 3 
Sangat Setuju (SS)   Nilai 4 
ANALISIS PENGARUH PELAYANAN, FASILITAS, HARGA SERTA 
PHYSICAL EVIDENCE TERHADAP KEPUASAN PASIEN  DALAM 





1 2 3 4 
Pelayanan (X1) 
1.  Menurut Anda Pelayanan Pengobatan 
yang Diberikan RSI Sultan Agung 
















2. Menurut Anda Pelayanan Pengobatan 
yang Diberikan RSI Sultan Agung 











3 Menurut Anda pegawai RSI Sultan 
Agung Semarang sudah sopan dalam 













4 Menurut Anda pegawai RSI Sultan 
Agung Semarang secara pribadi 














kesehatan Anda sebagai seorang 
pasien. 
-hami hami 
5 Menurut Anda pegawai RSI Sultan 
Agung Semarang bertanggung jawab 

























6. Menurut Anda fasilitas yang 
disediakan RSI Sultan Agung 

















7. Menurut Anda fasilitas yang 
disediakan RSI Sultan Agung 
Semarang sudah aman digunakan 











8. Menurut Anda kelengkapan dari 
fasilitas yang disediakan RSI Sultan 














9. Menurut Anda fasilitas yang 
diberikan RSI Sultan Agung 














Menurut Anda akses terhadap ruang-
ruang  RSI Sultan Agung Semarang 













Harga  (X3) 
11
. 
Menurut Bapak/ Ibu bersedianya 
dirawat di kamar (VVIP/VIP/Kelas 
1/ Kelas 2/ Kelas 3) karena ada unsur 














Sultan Agung Semarang. 
12
. 
Menurut Bapak/ Ibu bersedianya 
dirawat di kamar (VVIP/VIP/Kelas 
1/ Kelas 2/ Kelas 3) menganggap 
tarif yang ditawarkan RSI Sultan 












Physical Evidence (X4) 
13
. 
Menutut Anda layout (tata ruang) 
UGD, apotek, tempat transit, lobi, dll 

















Menurut Anda petunjuk arah 
ruang/kamar untuk pengunjung RSI 










Menurut Anda lightening system 
(sistem pencahayaan) dari RSI Sultan 










Menurut Anda lingkungan ekterior 
(luar ruangan) RSI Sultan Agung 














Bagi Anda  lingkungan  interior 
(dalam   ruangan)  RSI Sultan Agung 












Kepuasan Pasien (Y) 
18
. 
Menurut Anda tenaga medis RSI 
Sultan Agung Semarang sudah 
memberikan pelayanan yang sesuai 














Anda tidak mengeluh terhadap 
kinerja yang diberiakan oleh RSI 

















Anda merasa terpuaskan terhadap 











Anda menilai bahwa RSI Sultan 
Agung Semarang sebagai rumah 














Anda merasa ingin 
merekomendasikan kinerja dari RSI 
Sultan Agung kepada kerabat atau 











Daftar Seluruh Jawaban Kuesioner 
 
Tanggapan Responden Mengenai Pengaruh Pelayanan, Fasilitas, Harga, Serta Physical Evidence Terhadap Kepuasan Pasien  Dalam Melakukan Pengobatan Di  RSI 
Sultan Agung Semarang 
No. X1.1 X1.2 X1.3 X1.4 X1.5 X2.1 X2.2 X2.3 X2.4 X2.5 X3.1 X3.2 X4.1 X4.2 X4.3 X4.4 X4.5 Y.1 Y.2 Y.3 Y.4 Y.5 x1 x2 x3 x4 y 
1 3 2 3 3 3 3 3 3 3 3 1 2 3 3 3 3 3 3 3 2 3 2 14 15 3 15 13 
2 3 3 3 3 4 3 3 3 4 3 2 1 4 4 3 3 4 4 3 3 3 3 16 16 3 18 16 
3 2 2 3 3 3 3 3 3 3 2 1 2 1 3 3 3 3 2 2 2 3 3 13 14 3 13 12 
4 3 2 3 3 3 1 2 2 1 1 1 2 3 3 4 4 2 2 3 2 3 3 14 7 3 16 13 
5 3 3 4 3 3 3 3 3 3 3 1 1 3 3 3 3 3 3 4 3 3 3 16 15 2 15 16 
6 3 3 4 3 3 3 3 3 3 3 1 1 3 4 4 3 3 3 3 3 3 3 16 15 2 17 15 
7 2 2 4 3 4 3 4 4 3 3 1 1 3 3 3 3 3 3 4 3 4 4 15 17 2 15 18 
8 3 3 3 3 4 3 3 4 4 4 1 1 3 3 2 2 2 4 4 3 4 3 16 18 2 12 18 
9 3 4 4 4 4 4 3 3 3 3 4 3 3 4 4 3 3 4 4 4 3 3 19 16 7 17 18 
10 3 3 3 4 3 4 3 3 3 3 1 2 3 3 3 3 3 4 4 3 3 3 16 16 3 15 17 
11 2 2 3 3 2 3 4 3 4 3 2 3 3 3 3 3 3 3 3 3 3 2 12 17 5 15 14 
12 3 3 3 3 3 4 3 4 4 3 1 2 3 3 3 3 3 3 4 3 4 4 15 18 3 15 18 
13 3 3 4 3 4 3 4 3 3 4 3 3 3 3 3 3 4 3 4 3 3 3 17 17 6 16 16 
14 3 3 4 3 3 3 3 3 3 3 2 2 3 3 3 2 3 4 2 3 3 3 16 15 4 14 15 
15 3 3 4 3 4 4 3 2 3 2 1 2 2 2 3 3 2 2 4 3 3 3 17 14 3 12 15 
16 3 3 3 3 4 4 4 3 4 4 2 2 3 3 3 3 3 4 3 3 3 4 16 19 4 15 17 
17 4 4 4 4 4 3 3 3 4 3 4 3 3 3 3 3 3 4 3 3 3 3 20 16 7 15 16 
18 1 2 3 3 2 3 3 3 2 2 1 1 4 3 3 3 3 4 4 3 3 3 11 13 2 16 17 
19 3 2 3 3 4 4 4 3 4 3 1 1 4 3 2 3 3 3 4 3 3 3 15 18 2 15 16 
20 2 2 3 2 3 4 4 4 4 4 1 1 4 4 4 2 3 3 3 2 3 3 12 20 2 17 14 
21 4 4 3 3 4 3 3 3 3 3 1 1 3 3 3 3 3 3 3 3 3 3 18 15 2 15 15 
22 3 3 3 4 3 3 3 4 4 3 1 2 3 3 3 4 3 4 4 3 3 3 16 17 3 16 17 
23 3 3 3 3 3 3 3 3 3 3 1 1 3 3 3 3 3 3 4 3 3 3 15 15 2 15 16 
24 3 3 3 3 3 3 3 3 4 3 1 2 3 3 3 3 4 4 4 3 4 4 15 16 3 16 19 
25 3 3 3 3 4 4 3 3 4 3 1 2 3 2 3 3 3 3 4 3 4 3 16 17 3 14 17 
26 3 2 2 3 3 3 3 3 3 3 1 1 3 3 3 3 3 3 3 2 3 3 13 15 2 15 14 
27 3 3 4 3 3 3 3 3 3 3 1 1 3 3 3 3 4 3 3 3 3 3 16 15 2 16 15 
28 2 3 2 3 3 3 2 2 3 4 1 2 4 4 3 2 2 4 3 2 4 4 13 14 3 15 17 
29 3 4 3 2 2 3 4 2 4 4 1 2 4 4 4 3 2 3 4 3 3 3 14 17 3 17 16 
30 2 1 3 3 3 3 3 2 3 3 1 1 2 3 3 3 3 3 2 1 2 2 12 14 2 14 10 
31 2 2 4 3 3 3 4 3 3 3 1 1 3 3 3 3 3 3 3 3 3 3 14 16 2 15 15 
32 3 4 4 4 4 4 3 3 4 2 4 3 3 4 4 3 3 4 4 3 4 4 19 16 7 17 19 
33 3 3 3 3 3 3 3 3 3 4 1 2 3 3 3 3 4 4 3 3 3 3 15 16 3 16 16 
34 3 4 4 4 3 4 4 3 4 3 3 3 3 2 4 3 3 3 3 3 3 2 18 18 6 15 14 
35 3 3 3 4 4 4 3 4 4 4 1 2 4 3 3 3 3 4 4 4 3 4 17 19 3 16 19 
36 3 3 3 3 3 4 4 3 3 2 1 1 2 3 3 3 3 3 4 3 3 3 15 16 2 14 16 
37 2 3 4 3 3 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 15 15 5 15 15 
38 3 3 4 3 3 4 3 3 4 3 1 2 3 3 3 3 3 4 4 3 3 3 16 17 3 15 17 
39 2 2 3 3 3 3 3 3 3 2 2 2 2 3 3 3 3 3 3 2 3 3 13 14 4 14 14 
40 3 2 4 3 3 3 3 3 3 3 3 4 3 3 3 3 3 3 4 3 3 3 15 15 7 15 16 
41 3 3 3 3 3 3 3 3 3 2 1 2 1 2 3 2 2 3 4 3 3 3 15 14 3 10 16 
42 3 3 3 3 3 3 3 4 3 3 1 2 2 3 2 3 3 3 3 3 3 2 15 16 3 13 14 
43 3 2 3 3 3 3 3 3 4 3 1 1 3 3 3 3 3 3 4 3 3 3 14 16 2 15 16 
44 3 3 4 3 3 4 3 3 4 2 4 4 2 2 3 3 3 3 4 3 3 4 16 16 8 13 17 
45 3 3 3 4 4 3 3 3 3 4 1 2 3 3 4 3 3 3 4 3 3 4 17 16 3 16 17 
46 3 3 3 3 3 3 3 3 3 3 1 1 3 3 3 3 3 3 4 3 3 3 15 15 2 15 16 
47 2 3 3 3 4 4 4 3 3 4 1 1 3 4 4 4 3 3 4 3 4 3 15 18 2 18 17 
48 1 1 3 2 2 3 3 4 3 3 1 1 4 4 4 4 4 4 4 3 3 4 9 16 2 20 18 
49 2 2 4 4 4 3 3 3 4 4 1 1 3 3 3 3 3 3 3 3 3 3 16 17 2 15 15 
50 3 1 3 4 4 3 3 3 3 2 1 1 3 3 3 3 3 3 2 2 3 3 15 14 2 15 13 
51 3 3 4 3 3 3 3 3 3 2 4 3 3 3 3 3 3 3 4 3 3 3 16 14 7 15 16 
52 3 3 3 3 3 3 3 3 3 3 1 1 3 3 3 3 3 3 4 3 3 3 15 15 2 15 16 
53 3 3 3 3 4 3 3 3 4 3 1 2 3 3 3 3 3 3 4 3 3 3 16 16 3 15 16 
54 3 4 4 3 3 3 3 3 4 3 1 1 3 3 3 4 4 3 4 3 3 3 17 16 2 17 16 
55 3 3 4 3 3 4 3 3 4 3 1 2 4 4 4 4 4 3 4 3 4 4 16 17 3 20 18 
56 2 1 2 2 3 2 2 2 3 3 1 2 3 3 2 2 2 2 3 2 2 2 10 12 3 12 11 
57 3 3 4 3 4 3 4 3 4 3 1 2 4 4 4 3 4 4 4 3 4 3 17 17 3 19 18 
58 3 3 4 4 4 3 4 3 4 3 1 1 4 3 3 3 3 4 3 3 3 3 18 17 2 16 16 
59 4 4 4 3 4 4 3 4 4 3 4 4 4 4 3 3 4 3 4 4 4 4 19 18 8 18 19 
60 3 2 4 4 3 3 4 4 4 2 1 3 3 3 4 4 4 4 4 3 4 3 16 17 4 18 18 
61 3 3 4 4 4 4 4 4 4 4 1 2 4 3 3 3 4 3 4 3 3 3 18 20 3 17 16 
62 3 2 3 3 3 3 4 3 3 4 1 2 3 3 4 4 3 3 3 3 3 3 14 17 3 17 15 
63 3 3 4 3 2 3 3 3 3 4 1 1 3 3 3 1 3 2 1 1 1 1 15 16 2 13 6 
64 3 3 3 3 3 3 3 2 2 3 1 1 3 3 3 3 3 3 2 2 3 3 15 13 2 15 13 
65 3 3 3 3 3 3 3 3 3 3 1 1 3 3 3 3 3 3 4 3 3 3 15 15 2 15 16 
66 3 3 4 3 3 3 3 3 4 4 1 1 3 3 3 3 4 3 4 3 3 3 16 17 2 16 16 
67 1 2 3 2 3 3 3 4 3 3 1 2 3 3 4 3 3 3 2 2 3 3 11 16 3 16 13 
68 3 3 4 3 3 3 3 4 3 2 1 1 3 3 3 4 3 3 4 3 3 3 16 15 2 16 16 
69 3 3 3 4 4 4 3 3 3 2 3 1 3 3 3 3 3 3 3 2 3 3 17 15 4 15 14 
70 3 3 3 3 4 4 4 4 4 3 1 2 4 4 4 4 4 4 4 3 4 4 16 19 3 20 19 
71 2 2 3 3 3 4 3 4 3 3 1 2 3 3 3 3 3 3 2 3 3 3 13 17 3 15 14 
72 3 3 2 4 3 3 3 3 4 3 1 2 4 3 4 3 3 4 3 3 3 3 15 16 3 17 16 
73 3 3 3 4 4 3 3 4 3 3 1 1 2 3 3 3 3 3 4 3 3 4 17 16 2 14 17 
74 3 3 3 3 4 3 4 3 4 3 1 1 3 4 3 3 3 3 4 3 4 3 16 17 2 16 17 
75 3 3 4 3 3 3 3 3 3 2 1 1 4 2 3 3 3 3 4 4 4 3 16 14 2 15 18 
76 3 2 3 3 3 3 3 3 3 2 1 1 3 3 3 4 4 3 2 2 3 3 14 14 2 17 13 
77 3 2 3 3 3 3 4 3 4 2 1 1 2 3 4 4 3 3 4 3 3 4 14 16 2 16 17 
78 3 2 4 4 4 4 4 4 3 4 1 1 3 2 3 4 4 4 4 3 4 4 17 19 2 16 19 
79 3 3 3 3 3 3 3 3 4 3 1 1 3 3 3 3 3 3 4 3 3 3 15 16 2 15 16 
80 3 3 3 3 4 3 3 3 3 3 1 1 3 4 2 3 2 4 4 3 3 3 16 15 2 14 17 
81 3 3 3 3 3 3 3 3 3 2 1 1 3 3 4 4 4 4 4 3 3 3 15 14 2 18 17 
82 3 3 3 3 3 3 4 3 3 3 1 2 3 4 3 4 3 4 4 3 3 3 15 16 3 17 17 
83 3 2 3 3 3 3 3 3 3 2 1 2 3 3 4 4 4 3 2 3 3 3 14 14 3 18 14 
84 3 3 3 2 3 3 3 4 3 3 1 2 3 3 3 3 3 3 3 3 3 3 14 16 3 15 15 
85 3 3 4 4 3 4 4 3 4 4 1 2 4 4 4 3 4 3 4 3 3 3 17 19 3 19 16 
86 3 3 3 4 4 4 3 3 3 3 1 1 4 4 4 3 4 4 4 3 4 4 17 16 2 19 19 
87 2 2 3 3 3 3 3 2 3 2 1 1 3 3 3 3 3 3 2 2 3 3 13 13 2 15 13 
88 3 3 3 3 3 3 3 3 3 3 2 1 2 2 3 3 3 3 2 2 3 3 15 15 3 13 13 
89 3 3 3 2 2 3 3 3 2 2 1 1 3 4 4 4 3 4 4 3 3 3 13 13 2 18 17 
90 3 3 2 3 3 3 3 3 2 3 3 3 3 3 3 3 4 2 2 2 3 3 14 14 6 16 12 
91 3 3 2 3 4 4 3 3 3 2 1 2 4 3 3 2 3 3 3 3 2 2 15 15 3 15 13 
92 2 4 4 4 4 3 3 3 3 4 1 1 3 3 4 4 4 4 4 3 3 3 18 16 2 18 17 
93 3 1 3 2 4 3 3 3 3 2 1 1 4 4 4 3 2 2 2 4 3 3 13 14 2 17 14 
94 2 3 3 3 4 4 3 3 3 3 1 1 3 4 4 4 4 4 3 3 4 4 15 16 2 19 18 
95 3 3 3 3 4 4 4 4 4 4 1 1 3 4 4 4 4 4 3 3 4 4 16 20 2 19 18 
96 3 2 3 3 3 4 3 3 3 3 1 1 3 3 3 3 3 3 3 3 3 3 14 16 2 15 15 
97 3 3 3 3 3 3 3 3 3 3 1 1 3 3 3 3 3 3 3 3 3 3 15 15 2 15 15 
98 3 3 3 3 3 3 3 3 3 3 1 1 3 3 3 3 3 3 3 3 3 3 15 15 2 15 15 
99 3 2 3 3 4 4 3 3 4 3 1 2 3 3 3 4 4 3 3 3 4 3 15 17 3 17 16 
100 2 3 3 3 3 3 3 3 3 3 1 1 3 3 3 3 3 3 3 3 3 3 14 15 2 15 15 
 
Klasifikasi Berdasarkan Usia Responden 
Usia 
  
Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid < 20 TH 8 8.0 8.0 8.0 
21-30 TH 17 17.0 17.0 25.0 
31-40 TH 21 21.0 21.0 46.0 
41-50 TH 25 25.0 25.0 71.0 
> 51 TH 29 29.0 29.0 100.0 








Frequency Percent Valid Percent 
Cumulative 
Percent 












Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid Laki-laki 45 45.0 45.0 45.0 
Perempuan 55 55.0 55.0 100.0 
Total 100 100.0 100.0  
 
 




Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid SD 22 22.0 22.0 22.0 
SMP 17 17.0 17.0 39.0 
SMA 30 30.0 30.0 69.0 
Diploma 6 6.0 6.0 75.0 
S1 22 22.0 22.0 97.0 
S2 3 3.0 3.0 100.0 

















Klasifikasi Berdasarkan Pendapatan Responden 
Pendapatan 
  
Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid < Rp. 500.000 29 29.0 29.0 29.0 
Rp. 500.000 - Rp.1.000.000 9 9.0 9.0 38.0 
Rp. 1.000.000 - 
Rp.1.500.000 
11 11.0 11.0 49.0 
Rp. 1.500.000 - Rp. 
2.000.000 
19 19.0 19.0 68.0 
> Rp. 2.000.000 32 32.0 32.0 100.0 








Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid Pegawai Negeri Sipil 12 12.0 12.0 12.0 
Pegawai Swasta 34 34.0 34.0 46.0 
Wiraswasta 21 21.0 21.0 67.0 
Pelajar/Mahasiswa 9 9.0 9.0 76.0 
Ibu Rumah Tangga 15 15.0 15.0 91.0 
Petani 2 2.0 2.0 93.0 
Pedagang 4 4.0 4.0 97.0 
Tidak Bekerja 3 3.0 3.0 100.0 
Total 100 100.0 100.0  
< Rp. 500.000 
29% 
Rp. 500.000 - 
Rp.1.000.000 
9% 
Rp. 1.000.000 - 
Rp.1.500.000 
11% 
Rp. 1.500.000 - 
Rp. 2.000.000 
19% 
> Rp. 2.000.000 
32% 






















Statistik Deskriptif Untuk 100 Responden Pada RSI Sultan Agung 
Semarang 
 
Tanggapan Responden Mengenai Item Pertanyaan Masing-
Masing 
  








Valid 1 3 3.0 3.0 3.0 
2 17 17.0 17.0 20.0 
3 77 77.0 77.0 97.0 
4 3 3.0 3.0 100.0 
Total 100 100.0 100.0  
 
 








Valid 1 5 5.0 5.0 5.0 
2 25 25.0 25.0 30.0 
3 61 61.0 61.0 91.0 
4 9 9.0 9.0 100.0 
Total 100 100.0 100.0  
 
 








Valid 2 6 6.0 6.0 6.0 
3 62 62.0 62.0 68.0 
4 32 32.0 32.0 100.0 
Total 100 100.0 100.0  
 








Valid 2 8 8.0 8.0 8.0 
3 72 72.0 72.0 80.0 
4 20 20.0 20.0 100.0 
Total 100 100.0 100.0  
 
 








Valid 2 6 6.0 6.0 6.0 
3 59 59.0 59.0 65.0 
4 35 35.0 35.0 100.0 
Total 100 100.0 100.0  
 
 








Valid 1 1 1.0 1.0 1.0 
2 1 1.0 1.0 2.0 
3 69 69.0 69.0 71.0 
4 29 29.0 29.0 100.0 
Total 100 100.0 100.0  
 
 








Valid 2 3 3.0 3.0 3.0 
3 74 74.0 74.0 77.0 
4 23 23.0 23.0 100.0 
Total 100 100.0 100.0  
 
 








Valid 2 8 8.0 8.0 8.0 
3 73 73.0 73.0 81.0 
4 19 19.0 19.0 100.0 
Total 100 100.0 100.0  
 








Valid 1 1 1.0 1.0 1.0 
2 4 4.0 4.0 5.0 
3 59 59.0 59.0 64.0 
4 36 36.0 36.0 100.0 
Total 100 100.0 100.0  
 








Valid 1 1 1.0 1.0 1.0 
2 22 22.0 22.0 23.0 
3 58 58.0 58.0 81.0 
4 19 19.0 19.0 100.0 
Total 100 100.0 100.0  
 








Valid 1 82 82.0 82.0 82.0 
2 7 7.0 7.0 89.0 
3 5 5.0 5.0 94.0 
4 6 6.0 6.0 100.0 
Total 100 100.0 100.0  
 








Valid 1 51 51.0 51.0 51.0 
2 36 36.0 36.0 87.0 
3 10 10.0 10.0 97.0 
4 3 3.0 3.0 100.0 
Total 100 100.0 100.0  
 








Valid 1 2 2.0 2.0 2.0 
2 9 9.0 9.0 11.0 
3 69 69.0 69.0 80.0 
4 20 20.0 20.0 100.0 
Total 100 100.0 100.0  
 
 








Valid 2 8 8.0 8.0 8.0 
3 70 70.0 70.0 78.0 
4 22 22.0 22.0 100.0 
Total 100 100.0 100.0  
 








Valid 2 5 5.0 5.0 5.0 
3 68 68.0 68.0 73.0 
4 27 27.0 27.0 100.0 
Total 100 100.0 100.0  
 








Valid 1 1 1.0 1.0 1.0 
2 7 7.0 7.0 8.0 
3 71 71.0 71.0 79.0 
4 21 21.0 21.0 100.0 
Total 100 100.0 100.0  
 








Valid 2 9 9.0 9.0 9.0 
3 66 66.0 66.0 75.0 
4 25 25.0 25.0 100.0 
Total 100 100.0 100.0  
 








Valid 2 7 7.0 7.0 7.0 
3 63 63.0 63.0 70.0 
4 30 30.0 30.0 100.0 
Total 100 100.0 100.0  
 








Valid 1 1 1.0 1.0 1.0 
2 13 13.0 13.0 14.0 
3 33 33.0 33.0 47.0 
4 53 53.0 53.0 100.0 
Total 100 100.0 100.0  
 








Valid 1 2 2.0 2.0 2.0 
2 16 16.0 16.0 18.0 
3 77 77.0 77.0 95.0 
4 5 5.0 5.0 100.0 
Total 100 100.0 100.0  
 








Valid 1 1 1.0 1.0 1.0 
2 3 3.0 3.0 4.0 
3 76 76.0 76.0 80.0 
4 20 20.0 20.0 100.0 
Total 100 100.0 100.0  
 








Valid 1 1 1.0 1.0 1.0 
2 7 7.0 7.0 8.0 
3 73 73.0 73.0 81.0 
4 19 19.0 19.0 100.0 
Total 100 100.0 100.0  
 






  X1.1 X1.2 X1.3 X1.4 X1.5 pelayanan 
X1.1 Pearson 
Correlation 




.000 .159 .006 .003 .000 
N 100 100 100 100 100 100 
X1.2 Pearson 
Correlation 





.005 .004 .055 .000 
N 100 100 100 100 100 100 
X1.3 Pearson 
Correlation 





.006 .283 .000 
N 100 100 100 100 100 100 
X1.4 Pearson 
Correlation 
.271** .286** .274** 1 .426** .672** 
Sig. (2-
tailed) 
.006 .004 .006 
 
.000 .000 
N 100 100 100 100 100 100 
X1.5 Pearson 
Correlation 
.291** .192 .108 .426** 1 .611** 
Sig. (2-
tailed) 
.003 .055 .283 .000 
 
.000 
N 100 100 100 100 100 100 
service Pearson 
Correlation 
.672** .730** .553** .672** .611** 1 
Sig. (2-
tailed) 
.000 .000 .000 .000 .000 
 
N 100 100 100 100 100 100 
**. Correlation is significant at the 0.01 
level (2-tailed). 





  X2.1 X2.2 X2.3 X2.4 X2.5 fasilitas 
X2.1 Pearson 
Correlation 
1 .359** .307** .428** .209* .671** 
Sig. (2-tailed)  .000 .002 .000 .037 .000 
N 100 100 100 100 100 100 
X2.2 Pearson 
Correlation 
.359** 1 .285** .396** .287** .665** 
Sig. (2-tailed) .000  .004 .000 .004 .000 
N 100 100 100 100 100 100 
X2.3 Pearson 
Correlation 
.307** .285** 1 .290** .193 .597** 
Sig. (2-tailed) .002 .004  .003 .055 .000 
N 100 100 100 100 100 100 
X2.4 Pearson 
Correlation 
.428** .396** .290** 1 .341** .745** 
Sig. (2-tailed) .000 .000 .003  .001 .000 
N 100 100 100 100 100 100 
X2.5 Pearson 
Correlation 
.209* .287** .193 .341** 1 .657** 
Sig. (2-tailed) .037 .004 .055 .001  .000 
N 100 100 100 100 100 100 
fasility Pearson 
Correlation 
.671** .665** .597** .745** .657** 1 
Sig. (2-tailed) .000 .000 .000 .000 .000  
N 100 100 100 100 100 100 
**. Correlation is significant at the 0.01 
level (2-tailed). 
   
*. Correlation is significant at the 0.05 
level (2-tailed). 






  X3.1 X3.2 harga 
X3.1 Pearson 
Correlation 
1 .685** .923** 
Sig. (2-tailed)  .000 .000 
N 100 100 100 
X3.2 Pearson 
Correlation 
.685** 1 .912** 
Sig. (2-tailed) .000  .000 
N 100 100 100 
price Pearson 
Correlation 
.923** .912** 1 
Sig. (2-tailed) .000 .000  
N 100 100 100 















.000 .018 .962 .020 .000 
N 100 100 100 100 100 100 
X4.2 Pearson 
Correlation 





.000 .143 .111 .000 
N 100 100 100 100 100 100 
X4.3 Pearson 
Correlation 





.000 .003 .000 
N 100 100 100 100 100 100 
X4.4 Pearson 
Correlation 
.005 .148 .429** 1 .454** .617** 
Sig. (2-
tailed) 
.962 .143 .000 
 
.000 .000 
N 100 100 100 100 100 100 
X4.5 Pearson 
Correlation 
.233* .160 .290** .454** 1 .660** 
Sig. (2-
tailed) 
.020 .111 .003 .000 
 
.000 





.616** .661** .707** .617** .660** 1 
Sig. (2-
tailed) 
.000 .000 .000 .000 .000 
 
N 100 100 100 100 100 100 
**. Correlation is significant at the 
0.01 level (2-tailed). 
    
*. Correlation is significant at the 
0.05 level (2-tailed). 





  Y.1 Y.2 Y.3 Y.4 Y.5 kepuasan 
Y.1 Pearson 
Correlation 




.001 .001 .000 .000 .000 
N 100 100 100 100 100 100 
Y.2 Pearson 
Correlation 





.000 .000 .000 .000 
N 100 100 100 100 100 100 
Y.3 Pearson 
Correlation 





.000 .000 .000 
N 100 100 100 100 100 100 
Y.4 Pearson 
Correlation 
.377** .413** .398** 1 .653** .747** 
Sig. (2-
tailed) 
.000 .000 .000 
 
.000 .000 
N 100 100 100 100 100 100 
Y.5 Pearson 
Correlation 
.386** .404** .377** .653** 1 .748** 
Sig. (2-
tailed) 
.000 .000 .000 .000 
 
.000 
N 100 100 100 100 100 100 
kepuasan Pearson 
Correlation 
.654** .789** .730** .747** .748** 1 
Sig. (2-
tailed) 
.000 .000 .000 .000 .000 
 
N 100 100 100 100 100 100 
**. Correlation is significant at the 0.01 
level (2-tailed). 
   
 
Uji Reliabilitas  
Reliabilitas X1 
 
Case Processing Summary 
  N % 
Cases Valid 100 100.0 
Excludeda 0 .0 
Total 100 100.0 
a. Listwise deletion based on all 





Alpha N of Items 
.653 5 
 
 Reliabilitas X2 
 
Case Processing Summary 
  N % 
Cases Valid 100 100.0 
Excludeda 0 .0 
Total 100 100.0 
a. Listwise deletion based on all 





Alpha N of Items 
.682 5 
 Reliabilitas X3 
 
Case Processing Summary 
  N % 
Cases Valid 100 100.0 
Excludeda 0 .0 
Total 100 100.0 
a. Listwise deletion based on all 










Case Processing Summary 
  N % 
Cases Valid 100 100.0 
Excludeda 0 .0 
Total 100 100.0 
a. Listwise deletion based on all 





Alpha N of Items 
Reliability Statistics 
Cronbach's 





Case Processing Summary 
  N % 
Cases Valid 100 100.0 
Excludeda 0 .0 
Total 100 100.0 
a. Listwise deletion based on all 





































































































t Sig. B 
Std. 
Error Beta 
1 (Constant) .306 2.080  .147 .883 
pelayanan .349 .105 .308 3.330 .001 
fasilitas .256 .104 .224 2.465 .015 
harga -.012 .124 -.008 -.097 .923 
physical 
evidence 







t Sig. B 
Std. 
Error Beta 
1 (Constant) .306 2.080  .147 .883 
pelayanan .349 .105 .308 3.330 .001 
fasilitas .256 .104 .224 2.465 .015 
harga -.012 .124 -.008 -.097 .923 
physical 
evidence 
.387 .100 .331 3.862 .000 
a. Dependent Variable: 
kepuasan 







Square F Sig. 
1 Regression 163.543 4 40.886 13.820 .000a 
Residual 281.047 95 2.958   
Total 444.590 99    
a. Predictors: (Constant), physical evidence, price, 
fasility, service 
 

















































a. Predictors: (Constant), physical 
evidence, price, fasility, service 
     
b. Dependent Variable: 
kepuasan 
Sumber: data primer yang 
diolah, 2016 
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